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Amendments to the Claims : 
This listing of claims replaces all prior versions and listings of claims in the application: 

Listing of Claims : 

1 . (Currently amended) A computer-implemented method for use in a customer interaction 
center system, the method comprising: 

receivin g pres e nting , [[on]] by an interaction center agent display device, for presentation 
in_a single user interface panel having, firstly, a work area^ that displays information pertaining 
to a particular customer with whom [[an]] a human interaction center agent viewing the user 
interface panel is interactin g in an interaction session , and s e condly, ; 

receiving, by the interaction center agent device, for presentation in a common message 
area on the user interface panel, an for displaying electronic messag e s b roadcast message from a 
supervisor work station, the electronic broadcast message being received both by the interaction 
center agent device and by one or more other interaction center agent devices to bo view e d by 
ag e nts ; and 

displaying the electronic broadcast message in the common message area by 
automatically scrolling the electronic broadcast message across the common message area, 
wherein automatically scrolling the electronic broadcast message comprises displaying a text or 
graphical element of the electronic broadcast message as moving across the common message 
area. 
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2. (Canceled) 

3. (Currently Amended) The computer-implemented method of claim 1, wherein the 
electronic broadcast message m e ssag e s include a visual identifier to indicate a priority associated 
with the electronic broadcast message m e ssag e s . 

4. (Currently Amended) The computer-implemented method of claim 1 , wherein the 
electronic broadcast message is m e ssag e s ar e displayed according to a criterio n crit e ria including 
at least one of date/time information related to when the electronic broadcast message is 
m e ssag e s ar e to expire or_[[and]] a priority associated with the electronic broadcast message 
m e ssag e s . 

5. (Canceled) 

6. (Currently Amended) The computer-implemented method of claim 1 , further comprising 
receiving input from a pointing device associated with the interaction center agent device, the 
input specifying a cursor location over the common message area, wherein the automatic 
scrolling action of the electronic broadcast message is paused upon receiving the input messag e s 
ar e controlled according to interaction c e nt e r ag e nt mov e ment of a cursor ov e r th e common 
m es sag e ar e a . 
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7. (Currently Amended) The computer-implemented method of claim 1, wherein the 
electronic broadcast message includes m e ssag e s includ e status information indicating that the 
[[an]] electronic broadcast message is new and not read by the human interaction center agent 
ag e nts , when wh e r e in the [[new]] electronic broadcast message is first added to the common 
message area. 

8. (Currently Amended) The computer-implemented method of claim 1, wherein the 
electronic broadcast message includes m e ssag e s includ e status information indicating that 
the[[a]] electronic broadcast m essage has been read by the interaction center agent [ [agents] 1 and 
marked as read, whereby the read electronic broadcast message is subsequently r emoved from 
the common message area. 

9. (Currently Amended) The computer-implemented method of claim 1 , wherein the 
electronic broadcast message includes m e ssag e s includ e status information indicating that a time 
period of the electronic broadcast message has expired, whereby the expired electronic broadcast 
message is subsequently removed from the common message area. 

10. (Currently Amended) The computer-implemented method of claim 1, further comprising 
receiving a user selection of the_[[an]] electronic broadcast message from the common message 
area, wherein the selected electronic broadcast message includes status information that is 
controllable by th^interaction center agent-agents. 
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1 1 . (Currently Amended) The computer-implemented method of claim 10, wherein the user 
selection includes clicking on the electronic broadcast Trail message in the message area with a 
computer input device including a mouse or keyboard. 

12. (Currently Amended) The computer-implemented method of claim 10, wherein the user 
selection includes activating pr e s e nting a message window to allow the interaction center agent 
ag e nts to search/sort a list of electronic messages according to criteria including at least one of 
date/time a message was created, priority of a message, creator of a message, and one or more 
terms/phrases in a message. 

13. (Currently Amended) A customer interaction center system comprising one or more 
computers configured to: 

receive p r e s e nt , at[[on]] an interaction center agent display device, for presentation in a 
single user interface panel having, firstly, a work area a that displays information pertaining to a 
particular customer with whom [[an]] a human interaction center agent viewing the user interface 
panel is interactin g in an interaction session , and s e condly, ; 

receive, at the interacton center agent device, for presentation in a common message area 
on the user interface panel, an for displaying electronic m e ssag e s b roadcast message from a 
supervisor work station, the electronic broadcast message being received both by the interaction 
center agent device and by one or more other interaction center agent devices to b e vi e w e d by on e 
or mor e int e raction center ag e nts ; and 
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display the electronic broadcast message in the common message area by automatically 
scrolling the electronic broadcast message across the common message area, wherein 
automatically scrolling the electronic broadcast message comprises displaying a text or graphical 
element of the electronic broadcast message as moving across the common message area, 

14. (Canceled) 

15. (Currently Amended) The system of claim of 13, wherein the electronic broadcast 
message includes m e ssag e s includ e a visual identifier to indicate a priority associated with the 
electronic broadcast message m e ssag e s . 

16. (Currently Amended) The system of claim of 13, wherein the electronic broadcast 
message is m e ssag e s ar e displayed according to a criterion crit e ria including at least one of 
date/time information related to when the electronic broadcast message is m e ssag e s are to expire 
[[and]] j>r a priority associated with the electronic broadcast messag e m e ssag e s . 

17. (Canceled) 



18. (Currently Amended) The system of claim of 1 3, further configured to receive input from 
a pointing device associated with the interaction center agent device and to pause wh e r e in the 
automatic scrolling action of the electronic broadcast message m e ssag e s are controlled according 
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to int e raction c e nt e r ag e nt mov e m e nt of a when the input specifies a cursor location over the 
common message area. 

19. (Currently Amended) The system of claim of 13, wherein the electronic broadcast 
message includes m e ssages includ e status information indicating that the[[an]] electronic 
broadcast message is new and not read by the human interaction center agent-agents, when 
wh e r e in the [[new]] electronic broadcast message is first added to the common message area. 

20. (Currently Amended) The system of claim of 13, wherein the electronic broadcast 
message includes m e ssag e s includ e status information indicating that the[[a]] electronic 
broadcast message has been read by the interaction center agent- agents and marked as read, 
whereby the read electronic broadcast message is subsequently removed from the common 
message area. 

2 1 . (Currently Amended) The system of claim of 1 3, wherein the electronic broadcast 
message includes m e ssag e s include status information indicating that a time period of the 
electronic broadcast message has expired, whereby the expired electronic broadcast message is 
subsequently removed from the common message area. 

22. (Currently Amended) The system of claim of 1 3, further configured to receive 
comprising a user selection of [[an]] the electronic broadcast message from the common message 
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area, wherein the selected electronic broadcast message includes status information that is 
controllable by the interaction center agent-agents. 

23. (Currently Amended) The system of claim of 22, wherein the user selection includes 
clicking on [[a]] the electronic broadcast message in the message area with a computer input 
device including a mouse or keyboard. 

24. (Currently Amended) The system of claim of 22, wherein the user selection includes 
activating presenting a message window to allow the interaction center agen t ag e nts to 
search/sort a list of electronic messages according to criteria including at least one of date/time a 
message was created, priority of a message, creator of a message, and one or more terms/phrases 
in a message. 

25. (Currently Amended) An article comprising a machine-readable medium storing 
instructions operable to cause one or more machines to perform operations comprising: 

receiving- present, [[on]] by an interaction center agent display device, for presentation in 
a single user interface panel having, firstly, a work area a that displays information pertaining to a 
particular customer with whom [[an]] a human interaction center agent is interactin g in an 
interaction session , and s e condly, ; 

receiving, by the interaction center agent device, for presentation in a common message 
area n the user interface panel, an for displaying electronic m e ssag e s b roadcast message from a 
supervisor work station, the electronic broadcast message being received both by the interaction 
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center device and by one or more other interaction center agent devices to b e vi e w e d by on e or 
mor e int e raction c e nt e r ag e nts ; 

displaying the electronic broadcast message in the common message area by 
automatically scrolling the electronic broadcast message across the common message area, 
wherein automatically scrolling the electronic broadcast message comprises displaying a text or 
graphical element of the electronic broadcast message as moving across the common message 
area; and 

receiving input from a pointing device corresponding to the interaction center agent 
device, the input being associated with the common message area, and pausing the automatic 
scrolling upon receiving the input. 



26. (Canceled) 



27. (Currently Amended) The article of claim syst e m of claim of 25, wherein the electronic 
broadcast message includes m e ssag e s includ e a visual identifier to indicate a priority associated 
with the electronic broadcast message m e ssag e s . 

28. (Currently Amended) The article of claim syst e m of claim of 25, wherein the electronic 
broadcast message is m e ssag e s are displayed according to a criterion crit e ria including at least 
one of date/time information related to when the electronic broadcast message is m essag e s ar e to 
expire [[and]] or a priority associated with the electronic broadcast message me s sag es. 



Applicant : Kumar etal. Attorney's Docket No.: 13906-148001 / 2003P00828 US 

Serial No. : 10/723,742 

Filed : November 26, 2003 

Page : 12 of 21 

29-30. (Canceled) 

3 1 . (Currently Amended) The article of claim syst e m of claim of 25, wherein the electronic 
broadcast message includes m e ssag e s includ e status information indicating that [[an]] the 
electronic broadcast message is new and not read by the human interaction center agent ag e nts , 
when wher e in the [[new]] electronic broadcast message is first added to the common message 
area. 

32. (Currently Amended) The article of claim syst e m of claim of 25, wherein the electronic 
broadcast message includes m e ssages includ e status information indicating that [[a]] the 
electronic broadcast message has been read by the interaction center agent-agents and marked as 
read, whereby the read electronic broadcast message is subsequently r emoved from the common 
message area. 

33. (Currently Amended) The article of claim syst e m of claim of 25, wherein the electronic 
broadcast message includes m e ssag e s includ e status information indicating that a time period of 
the electronic broadcast m essage has expired, whereby the expired electronic broadcast message 
is subsequently removed from the common message area. 

34. (Currently Amended) The article of claim syst e m of claim of 25, wherein the operations 
further comprise comprising receiving a user selection of the_[[an]] electronic broadcast message 
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from the common message area, wherein the selected electronic broadcast message includes 
status information that is controllable by the interaction center agent- agents. 

35. (Currently Amended) The article of claim system of claim of 34, wherein the user 
selection includes clicking on [[a]] the electronic broadcast message in the message area with a 
computer input device including a mouse or keyboard. 

36. (Currently Amended) The article of claim system of claim of 34, wherein the user 
selection includes activatin g pr e s e nting a message window to allow the interaction center agent 
ag e nts to search/sort a list of electronic messages according to criteria including at least one of 
date/time a message was created, priority of a message, creator of a message, and one or more 
terms/phrases in a message. 

37. (New) The computer-implemented method of claim 1, wherein the common message area 
is separate from the work area in the single user interface panel, such that the information in the 
work area and the electronic broadcast message in the common message area are simultaneously 
viewable by the human interaction center agent during the interaction session. 

38. (New) The customer interaction center system of claim 13, wherein the common 
message area is separate from the work area in the single user interface panel, such that the 
information in the work area and the electronic broadcast message in the common message area 
are simultaneously viewable by the human interaction center agent during the interaction session. 



Applicant : Kumar et al. Attorney's Docket No.: 13906-148001 / 2003P00828 US 

Serial No. : 10/723,742 

Filed : November 26, 2003 

Page : 14 of 21 



39. (New) The article of claim 25, wherein the common message area is separate from the 
work area in the single user interface panel, such that the information in the work area and the 
electronic broadcast message in the common message area are simultaneously viewable by the 
human interaction center agent during the interaction session. 



